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Full competition phase of China's three telecom operators is entering full-service 
communications. Their user penetration rates are close to or exceed 100%. As a 
traditional mobile operator, to regain the lead, CMCC should establish a standardized 
management system for efficient operation of systems and end-to-end 
customer-centric, unified customer perception and experience from the front desk 
support to the background. Network operation and maintenance is an important part of 
enterprise back-office support, quality of the network is the company's core 
competitiveness and lifeline. Therefore, how to do network operation and 
maintenance management, network quality remains the leading operational and costs 
continue to reduce related to the company's future survival and development. 
This article analyzes the situation and problems of FUJIAN Mobile network 
operation and maintenance management processes. After combined with the 
company's strategy and the industry best practices, ETOM model, re-carding of the 
FUJIAN Mobile network operation and maintenance management system define a 
new framework. Under this framework, we reengineered the mobile network 
complaint handling process, in accordance with the seven principles of process 
reengineering and six steps. We removed wasteful activities of the original process 
and compressed non-value-added component. New processes redefined the roles and 
the rules and performance indicators. All tasks are automation and knowledge sharing. 
After the implementation, the new process has been greatly improved in efficiency 
and effectiveness. Finally, this article concluded the specific methods and steps of 
process reengineering, the analysis of the conclusions to help the general business 
process reengineering and to improve the operation and management of the process 
performance. 
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